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California In-Touch Objectives

Customer service that is more:

Courteous

• Designed to serve our customers needs, regardless of disability, based on 
customer-focused user testing.

Trustworthy

• Fully protects user privacy and security.

Responsive

• Provides complete access to relevant information and empowers the 
consumer efficiently to complete all transactions online at the convenience 
of the consumer.
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California Portal Characteristics

To achieve California In-Touch Objectives, we need to:

Develop flexible, extensible resources for use across state agencies and 
offices that permit all agencies to be responsive to their customers.

Embed a citizen-centered design focus and capability into resource design 
and implementation.

Collaborate across government to ensure both agency-level and 
government-wide usability and cost-effectiveness.
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Implement a Usable Visual Refresh

Make the visual system extensible. Leverage the identity marker and system 
across California government sites. Let the imagery convey both brand pillars and 
content.

Portal level

Agency level

Make it easy and 
desirable for 
Constitutional
and Legislative 
Offices 
to participate.
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Implement a Design System

Creating an Extensible Design System 
Step 1: Develop an underlying grid 
system that supports multiple page and 
presentation types

Step 2: Identify foundation page type and 
page modules

Step 3: Layout modular (‘leggo block’) 
designs based on user data and user-
centered design best principles

Step 4: Create a visual direction to brand 
and refresh the look of the California 
Portal

Step 5: Extend the brand direction to 
create an identity system that 
concurrently  brands the portal but 
provides flexibility to allow  agencies to 
adopt and leverage Portal resources

Note: HFI scope includes only Step 4.
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Usability Teams

Recognize that world-class web-design is a multi-disciplinary activity. 

Recommendations

World Class design teams include
Content Developers/   
Communications Specialists

Usability Specialists 

User-needs Researchers

Information Architects

Interaction Designers

Evaluation & Analytics 
Specialists

Graphics Artists

Accessibility Experts

Technical Implementers
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Usability Toolset

Citizens view the Government of California as one monolithic entity. This view is 
reinforced by the Portal concept: Start here to access all of California Government.
Details of design are not consistent across sites and often do not reflect industry best 
standards.
Recommendations

Execute tactical improvements to the Portal 
based on the recommendations in this 
document.
Develop detailed-design templates and 
implementation guides that provide 
evidence-driven interaction standards as well 
as visual identify layers.
Provide implementers customized resources 
support good usability (e.g., Design decision 
matrices, labeling guidelines, graphics 
libraries).
Provide implementers just-in-time tools that 
facilitate implementation to encourage 
adoption and make their job easier. This will 
reduce time lost to repeated ‘how-to’ debates 
and and discourage reinvention of the wheel.
Provide implementers training so they know 
what is available to them, how to apply it and 
how--when necessary--to extend it usably.
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Spanish Sites

Take it one step at a time. This is an 
opportunity.

¿Español?

Recommendations – 6 steps

1. Catalogue existing Spanish content from all 
government sites

2. Organize into intuitive groups within a 
single page

3. Post a Spanish Portal

4. Provide access from the (English) California 
Portal Page

5. Add more Spanish content incrementally

6. Offer guidance via state level policies and 
recommendations


